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C7.1 ICT Applications, e-Government: Samadhan Project (NICT Indore 
India, Private 
Sector) 
The project goal is to implement new e‐Government capabilities. Information and communication 
technologies are used to enhance transparency and to reduce the processing time between requests 
made by citizens and their delivery by the government. It also reduces travelling obligations for 
citizens who live sometimes further than 4km away from the nearest service centre. 
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C7. ICT Applications 

C7.1 e-Government: Samadhan Project(India) 
Submitted by Network for Information and Computer Technology, India 

Background 

 
Figure 24 NICT Samadhan Kendra Mhow 

IRTC Booking 

 
Figure 25 NICT Samadhan Kendra Mhow 

Samadhan Project Indore is an initiative of Indore Collector in association with Network for 
Information and Computer Technology as an implementation agency. Through these common 
service centres (Samadhan Kendras), it is envisaged to provide citizens with many services all at the 
same place. The services are delivered via a digital platform where citizens’ request for services is 
tracked by a software co-relating data with the citizen charter. This software has an escalation 
mechanism system, which helps district administration, specially the 
Collector who is the head of administration, to monitor and to track the 
processing of any individual application. This project has created 
multiple centers, with multiple counters where citizen do not need to 
come to the Collector Office from the center of the city anymore simply 
to file an application. 

Target Audience  
The target audience in District Samadhan Project is citizens of both rural 
and urban area, as the Samadhan Project covers districts, blocks, Tehsils 
(jurisdiction of a city) and village areas.  

Need to implement the project 
It is being felt that the majority of the public is not getting government 
services quickly enough and that vested parties sometimes challenge the 
quality of the services. In order to remove the involvement of middlemen, 
and to make the system transparent and corruption free the Government 

Figure 26 Services at 
Samadhan Kendras 
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of Madhya Pradesh initiated the idea of the Samadhan project.  

The project was implemented to make the Government operations transparent, error free and quick 
so that the public would not need not to wait a long time as it was used to. The necessity of such a 
system was understood from grievances expressed by the public and from common knowledge 
about the current functioning of the services 

Scope of the project 
The citizens can access the services from various service centers (Samadhan Kendras), opened in 
different part of Indore city and blocks of Indore.  

The information and services provided at these centers are as follows: 

Government Services 

Arms license renewal, affidavits, bank Challan, Nakal, help desk, domicile certificate, caste certificate, 
OBC certificate, income certificate 

Additional Services 

Member of Parliament Online, rail ticket, electricity bill payments 

Places of implementation  

Name of Samadhan Kendra Date of opening 
Samadhan Kendra Sanwer 01-12-2006 
Samadhan Kendra Palika Plaza Indore 02-01-2007 
Samadhan Kendra Depalpur 02-03-2007 
Samadhan Kendra Mhow 13-03-2007 
Samadhan Kendra Hatod 02-02-2010 
Samadhan Kendra Shipra 08-05-2010 

Contribution of the project to achieve the WSIS goals 
• This project is based on a self sustainable model. The fund generated through the application 

form and the service fee is used for maintenance and improvement of these services. 

• Bring awareness among rural and urban citizens about the Government services they can get 
benefit all in one place.  

• The use of information technology and the good training of employees support the good 
functioning of the project. 

• Empowering women by training and to contribute in their social and economic growth from 
the weaker section by providing employment at these centers. 

Goals & timeframe 
Before the Samadhan Project started, the public had to face the following situation: 

• Long wait to get any service from departments, as the processes were lengthy and as they 
needed to go through a lot of formalities. 

• The output was very slow, as the departments were overloaded with other internal activities  



 
WSIS Stocktaking: Success Stories 2012 

 

48   www.wsis.org/stocktaking

• It was not possible for higher authorities to get up to date reports immediately. In case they 
did obtain a report, they could not be sure of its authenticity. 

 
Figure 27 NICT Samadhan Kendra Depalpur and Sanwer Tehsils 
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The goal of the project was to bring a thorough improvement to the system. The new system will not 
allow malpractices or mishandling of data. The public can also immediately complain if they feel this 
is not followed properly.  

The information centre works as a complimentary setup of a larger unit for the right to information, 
following the Indian Government’s policy to bring transparency. This unit is strictly bound to provide 
the needful services to citizens without any delay. The citizens have responded overwhelmingly 
positively to the project. Teamwork takes an important place to achieve the goals in the Samadhan 
Kendras. 

Project’s added value and importance 

Day to Day operation 

Applicants buy, fill up the form and submit it to the Samadhan Kendra with the attached documents 
from 10:00am to 1:00pm. After this, a related officer processes the application. After 4:00pm the 
required certificate are given to the applicants. Every day the software is updated. 

Since all domicile certificates are provided under the Lokseva Guarantee Act 2011, the Tehsil 
Samadhan has to give other related services and certificates online.  

The project can be easily replicated all over India and in other countries, since the services are also 
provided in other states in a similar fashion. So the implementation of the project will be easy and 
the public can also welcome it in other states and countries. The software is developed and 
maintained free of cost by the National Informatics Centre, which has its Headquarters in New Delhi, 
State Units in all the 28 State capitals and in the 7 union territory headquarters and district centres in 
almost all the districts of India. The Organization has a large pool of efficient technical manpower. 
The National Informatics Centre has implemented a large number of nation wide projects 
successfully. So the project is easily transferable and can be implemented all over India through the 
National Informatics Centre. 
Challenges 
The biggest challenge that was faced concerned finding suitable premises, the lack of general 
awareness among the public, and the lack of availability of computers. The Collector Indore 
intervened directly and addressed the various administrative problem. The technical problem 
pertaining to a lack of updated data at the back end was overcome by dividing the process flow into 
two parts: the front end and the back end. The front end processes the citizen charter and the 
escalation mechanism, The back end implements a typical digital input output mechanism. The public 
private partnership has provided a capital investment of Rs50 but lacked trained human resources to 
work at the counter. 

Requirements of Process re-engineering and Legal Framework Technology 
Architecture 
The system was previously manually operated, with each department having their own procedures 
and criteria. When a system to bring different departments under one roof was planned, a lot of 
practical difficulties aroused: 

• Designing a common application form for different services given by different departments 

• Finding out manpower who can handle computer operations and are also aware of 
departmental activities so that they can effectively work at the front office 
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• Setting up infrastructure and scheduling the activities of the centre as well as at the 
respective departments so that the services can be delivered on the same day than they are 
requested. 

For these activities a process re-engineering“ of the system was done and contributed to the success 
of the system. 

 
Figure 28 NICT Samadhran Kendra Palika Plaza Indore District 
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Conclusion 
The achievement of this project is shown through statistical data of citizens subscribing to the 
services. 

 

Table 1 Statistical data of citizen benefiting from the program from June 2006 to January 2012 

SN Services Total 

  Palika Plaza Mhow Sanwer Depalpur Hatod Total 
1 Domicile Certificate 29,400 19,255 6938 8,336 971 64,900 
2 Caste Certificate 2,666 4,063 1164 761 244 8,898 
3 OBC Certificate 5,932 2,865 1604 1,692 417 12,520 
4 Income Certificate 77,256 48,017 15364 15,474 2,980 159,091
5 Birth Certificate 1,430 1,294 985 424 25 4,158 
6 Death Certificate 16 392 232 226 7 873 
7 Nakal 0 21,943 10516 15,591 0 48,050 
8 Electricity Bill 78,813 30,480 7370 2,408 0 119,071

Grand Total 195,513 128,309 44,173 44,912 4,654 417,561
 

The debate on use and reach of information technology as a tool for development commonly focuses 
on the poor and under privileged communities specially residing in rural areas. The debate usually 
ends discussing the success of pilot projects and the challenges of connectivity, local content, 
language barrier and infrastructure that they overcame. There is no doubt that information and 
communication technology has to play a very important and crucial role in development. Several 
major and minor projects and important efforts in terms of investment for technical innovation have 
been carried out, with more and more solution providers integrating information and communication 
technology in their solutions. The resources are abundant, the technology is available, organization 
of volunteers are on their toes working hard day and night to make sure information and 
communication technology plays a major role in rural development. But all the efforts follows a top-
bottom approach.  

The important question is whether the rural masses in India are ready to give a warm reception to all 
these efforts, whether they are aware and have the capacity to adopt and accept these resources 
because the literacy rate is still not very high. Child labour in urban areas and in rural areas still needs 
lot of attention. Grass root mechanism and basic infrastructure are lacking as much as awareness and 
knowledge. Most of the time, while visiting villages, it has been found that villagers are waiting 
outside the Gram Panchayat for work. Issues are enormous and information and communication 
technology can definitely help. But there is a need to start at the bottom of the pyramid and a 
strategy needs to be defined in such a manner that the poor are empowered with basic capacity and 
awareness to take advantage of technology related initiatives. 

The current projects are aiming high with the best solutions. There is a need to have more user 
community projects. Resources outside the community can provide support but there is a need to 
have user community in the projects to make them economically sustainable. 
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News of NICT Samadhan Kendras published in different newspapers 
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